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AT&T Communications Assistant Job DescriDtion 
Communications Assistants are employed by providers of TRS to relay conversation between 
hearing disabled, speech disabled and voice customers. A Communications Assistant (CA) is a 
person who transliterates conversation from text to voice and from voice to text between two 
end users of Telecommunication Relay Services (TRS). 

Kequired skills for the Communications Assistant: 

Spelling accuracy 
llxcelleril I-istening skills 

('ustonier senicc skills 

Typing speed niinitnuni requirenicnt of60 wptn (FCC mandated requirement) 

Good pronunciation and voicc intonation 

Awarcncss of deaf community and culture, knowledge of ASL helpful 
Spanish Language Certification (for Spanish Language CA job &unction only) 

.lob Functions and Responsibilities for the Communications Assistant: 

I'rotnpt acknowledgerncnt and response to each relay caller 
Kespond to any customer rcquests and/or inquiries directed toward CA by the TRS user 
Relay vcrhariin all conversations and messages between a I T Y  user or a speech disabled user and 
a voice callcr, with accuracy and efficiency 
Remain uninvolved in customer convcrsation, no intrusion into conversational content 
Absolute confidentiality of any custotner conversation and communication ~ adhere to strict code 
of ethics 
Prepare and send accurate billiug records for each completed relay call 

Additional comments: 

Typing estimated al approximately 40-45% ofjob. CA's relay the full content, context and intent of the 
call i o  the bcst ortheir ability. Customers control the calls, CA's follow customer instructions for call 
placement. Strong scrvice orientation required. 
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Commitment Statement 



OClR COhIMON BOND 
We commit to these values to guide our decisions and behavior. 

RESPECT FOR INDIVIDUALS - We will treat each other with respect and dignity, valuing 
individual and cultural differences. We will communicate frequently and with candor, listening to 
each other regardless of level or position. Recognizing that exceptional quality begins with 
people, w will give individuals the authority to use their capabilities to the fullest to satisfy their 
customers. Our environment will support personal growth and continuous learning for all AT&T 
people. 

DEDICATION TO HELPING CUSTOMERS - We will truly care for each customer. We will 
build enduring relationships by understanding and anticipating our customers' needs and by 
serving them better each time than the time before. AT&T customers can count on us to 
consistently deliver superior products and services that help them achieve their personal or 
business goals. 

HIGHEST STANDARDS OF INTEGRITY - We will be honest and ethical in all our business 
dealings, starting with how we treat each other. We will keep our promises and admit our 
mistakes. Our personal conduct will ensure that AT&T's name is always worthy of trust. 

INNOVATION -We will believe innovation is the engine that will keep us vital and growing. Our 
culture will embrace creativity, seek different perspectives and risk pursuing new opportunities. 
We will create and rapidly convert technology into products and services, constantly searching 
for new ways to make technology more useful to customers. 

TEAMWORK - We will encourage and reward both individual and team achievements. We will 
freely join with colleagues across organizational boundaries to advance the interest of 
customers and shareowners. Our team spirit will extend to being responsible and caring 
partners in the communities where we live and work. 

By living these values, AT&T will achieve a standard of excellence worldwide that will reward 
our shareholders, our customers, and all AT&T people. 

. 
Signature Name (Print) 

Manager Date 

AT8T PROPRIETARY - Use Pursuant to Company Instructions 
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In-C'aIl Keplacernent Guidelines 



111 <‘al l  Kcplaceiiienl 

IMinition: Guidelilies for transferring AKS calls that are in progrcss to a relief OI’K in accordance with 
IT( ’ rcquiremenk 

FCX: Requirement: An OI’R answering and placing an ARS call must stay with that call for at 
least 10 minutes before an in-call OPR transfer can take place. Speech To Speech In Call 
Replacement time is 15 minutes. 

Guidelines: 

FCC’ iimcndcd firmer guidelines to minimize disruption during relay calls by establishing a minimum 
time that an OPK musl stay with a call 
IT(‘ sought 10 reduce potcntinl disruption and make ARS calls more functionally equivalent to Voice 
telephone calls 
In Call Replacement time will niii concurrent with the relay call, which means it is 10 or 15 minutes 
ol’billable timc 
Once 111c foi-ward number is answered. the OPR must stay with the call for the required InCall 
Replacement time ( I O  or 15 minutes) 
I n  Call Keplecenieot time is required any time the OPK is scheduled to log off (Le. breakilunchlend 
oftouridevelopment sessiodetc.. .) 
.After yciu have fullilled the In Call Replacement time, transfer the call in the usual way 
If OI’R rcccives a call at their scheduled log off time and they have not dialed out to the forward 
nuinher. tlic call can hc transfer[-cd to a relief OI’R 
If OPK rcaclies ;in ;inswering machine!Interactive recording requiring use of the PHD the OPR will 
stay with lhc call fc>r I O  minutes of billable time to avoid distuption of call or a manual relief 
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Relief' of CA, Specialty Call Guidelines 
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Relief of C.4, Specialty Call Guidelines 

PIiysical~Mnnual Relief 

Definition: Physically relieving another OPR who is liandling a specialty call such as Two Line VCO, 
V'l V ,  VIT or Spcccli .I'o Speech. 

e C'ontinue I O  pi-ocess the call until the I n  Call Replacement time has been fulfilled 
When r e l i d O P R  is a\ailable and at ttie first appropriate time, log off and unplug headset 
ReliefOPK w i l l  plug in at position and log in 
Relief OI'R should inform both customers of the relief, with the exception of a Two Line VCO call 
where only the VCO user is notified d O P R  relief 
Relief OPR will continue to process the call in the usual way 
Makes ttie transition a s  cluickly and efficiently as possible so that the conversation is not intempted 
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A78L.T CA Code of Ethics 



ATGII’ COMMliNlCATlONS ASSISTANTS 

CODE OF ETHICS 

1. Communications Assistants will keep all call information strictly confidential. The only 
exception to this is if a call has to be transferred to another CA or the In-Charge Desk. 

2 .  Communications Assistants must never give out telephone numbers 

3. Communications Assistants must never give out information about themselves except their 
gender and CA number. 

4. Communications Assistants will convey the content and spirit of the speaker. 

5. Communications Assistants will not counsel, advise, nor express personal opinions except 
about the tone of voice of the voice person. 

6. Communications Assistants, as employees of AT&T, will strive to maintain high professional 
standards in compliance with the Code of Ethics and AT&Ts Code of Conduct. 

I have read and understand each of the Codes and I hereby Pledge to Abide and 
uphold the Code of Ethics. 

Signature 

Name 

Date 

Manager 

ATBT PROPRIETARY - Use Pursuant to Company Instructions 
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CA Pledge of Confidentiality 



PLEDGE OF CONFIDENTIALITY 

I, ~ h t .  undersigned Coinmunications Assistant fkr the Virginia Relay Service, do hereby recognize the serious and 
contideniial naturc of the position and thcrefol-c promise in all good faith and conscience to abide by the following 

guidelines: 

1. Under no circumstances will I disclose to any individual the identity of any caller or 
information I may learn about a caller while relaying hislher messages. 

2 .  Under no circumstances will I act upon any information I may learn while relaying 

3. Under no circumstances will I disclose to anyone the names, schedules, or personal 
information of any fellow Communications Assistants or supervisor working here at 
the Virginia Relay Center. 

4. I will share upon request any information about a caller with persons who have a 
supervisory function over my work. 

5. In the event of my resignation or termination of my employment, I will continue to 
hold in strictest confidence all information related to the work I have performed as a 
Virginia Relay Service Communications Assistant. 

__  
Signature 

Date 

AT&T PROPRIETARY - Use Pursuant to Company InStruCtlOnS 
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Code of Virginia $8.01-44.3 
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3 8.01-44.3. Di~ulgence of communications by qualified interpreters and communications assistants. 

If the content ol'any communication which is ficilitatcd for compensation in the professional capacity of 
i i  qualified intelyreter, as dcfined in 51.5-1 13, or in the professional capacity ofany communications 
;mistatit employed by the slatewide dual party relay service established under Article 5 (6 56-484.4 et 
seq.) of Chapter 15 offit le 56, is divulged by such interpreter or assistant, any such party to the 
communication aggrieved by such divulgence may recover from such interpreter or assistant the greater 
of ( i )  actual damages sustaincd, together with costs and reasonable attorneys' fees, or (ii) $100. No such 
recovery shall be permitted if the interpreter or assistant and the parties to the communication have agreed 
that the interpreter or assistant inay divulge the content of the communication. 
I 1092. c. 614.) 
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I'la) LIack I k v i c c  (1'131)) 

Ikfinition: A n  audio recording device used to record and play back recorded messages so the OPR is 
able I O  accurately rclay the complete message verbatim. 

%lien a rccordcd message is reachcd activate PBI). (1.e.. Answering machine, SLAM, Voice Mail, 
900, etc.. .) 
Wait until the complete lnessage is recorded before typing. 
[ f a  tkw words are missed before using PHD, type missing text in  Scratchpad and include it when 
typing the message. 
If too mudl text is missed at the beginning, drop the line and redial with PBD in record mode while 
rhe line is ringing:. 
Use I'BD on the initial menu AND sub-menus. 0 

** f'RD is only ~ised for recorded messages. PBD is not used to record any live conversations. Doing so 
would he in \.iolation of ADA laws. sate contracts and AT&l"s Code of Conduct. 



Appendix I I 

S 1's Iducetional Materials 2007 



Speech to Speech 
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possibieeaihdayfor thet i iousandroi  peaule wlth 
hearing and speech loss ~n our state. Whats more. 
Virginia Relaygives themthefreedom tocal lany 
standard phone user, anytime, day or night. 

For people with mild to moderate speech disabili- 
ties who can hearclearlyover a standard telephone. 
we offer 8peech;lo-Speech. or STS. 

Here's how STS works: 
1,Thepersonwithaspeech disabi l i tydial57~lK to 

2 .  A specially trained Communications Assistant 

reach Virginia Relay. 

(CA) listens toeveryihing the  STS user say sand 
revoices IC verbatim ro ihe  oiher parry. 

3.When the other person responds, the STS user 
listensdirectly to whatissaid. 

If% that simole. 

STS i s  ideal for people with speech 
limitations due to: . Cerebral palsy 

. Multiple i c l e r o x  

. Muscular dystrophy 

. Parkinson's disease 

.Stroke 

.Stuttering 

.Traumatic brain i n ju ry  

. Laryngectomy 

Easy to keep in touch 
Through STS, people with speech disabilities can 
keep in touch with friends,familyrnembers and 
business associates easily-and regularly. And since 
Virginia Relay CAsare skilled a t  listening to  a variety 
of speech disorders. STS u w i  can communicate 
with their own voice, voice synthesizer, voice 
enhancer or other assistive voice device. Users can 
alsochoose to havetheir voicemuted to  theother 
parry (STS with Privacy) or to have the CA assist 
only when needed. No typing or special equipment 
is required. 

Standard phone users can contact STS users too. 
simply by dialing 7-1-1. 

Confidential and secure 
Virginia Reiay CAS communicate the spoken words 
to the other person exactly as given and by law, 
maintain absolute confidentiality. CAS do not 
participate in  the conversations. 

Call anytime! 
Virginia Relay i s  available 24 hours a day, 365 days 
a y e a ~ w i t h  no l im i ton  thenumberor lengtho f  calls 
a usermaymake,There's no charge touseVirginia 
Relay within the local calling area, and there are no 
set-up fees. Anyonecan initiate a Virginia Relay call 
by dialing 1-1-1. 

Advanced features for STS users 
Relay Choice Profile 
Virginia Relay highly recommends this feature 
that ailows users to establish a personal profile 
The profile lets the CA automatically know the  user's 
Communication preferences. A Multi-User Relay 
Choice Profile is aiso available for more than one 
user at thesame business or home location. 

STS with privacy 
When an STS user requests this option, only the 
CA will be able to hear the user's voice, not the 
other party. 

Spanish calls 
Virginia Relay offers many features for Spanish 
users, including STSand Spanish-to-English and 
English-to-Spanish translation. 

Contact us 
To learn more about STSandVirginla Relay, call 
1-800-552-7917 (voiceTTTY). 
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